For the NMC family, exceptional care means a best-practices approach wrapped with a feeling of community caring. We like to think of it as big-city care in a small-town setting.
T hank you for entrusting your care to all of us. Among all the accolades earned by the NMC staff over the years -from designation as a "Top 100 Rural & Community Hospital" to "Most Wired" to the "Hurst Gold Standard of Nursing award" -perhaps none is as deeply appreciated in the hospital family as simply being chosen as your family's hospital of choice. These are challenging times in healthcare. While we cherish the opportunity to provide exceptional care and service for our community of 55,000 people, every day the team here at your hospital faces:
• the impact of national shortages on our staff as we try to fill open positions in our workforce and retain top talent; • the evolution of our electronic medical records;
• the ever-present opioid crisis affecting our community, state, and nation; • the pressures to reduce healthcare costs while improving quality and expanding access to care; • the transition from fee-for-service medicine (being paid based on numbers of visits and procedures) to a population health approach (where we are paid to keep people well and; • our commitment to be innovative, flexible, and responsive within a tightly regulated state; and more.
Our NMC team has a deeply rooted personal and professional sense of purpose which drives them to rise to meet those challenges. We sincerely appreciate what our staff, medical staff, and volunteers do every single day to make a difference in the health of our community.
We are so proud that patient satisfaction with the care at NMC has earned 4 stars. Further, we appreciate our collaborative work with NOTCH, Franklin County Home Health, Northwestern Counseling & Support Services, the Vermont Department of Health, and UVM Medical Center that is helping reduce costs, avoid duplication, coordinate care, and improve access.
In our last annual report, we celebrated the $2.8 million Exceptional Campaign which made possible our new allprivate-room Progressive Care Unit, Medical Office Building, and Medical Clinic space. These new spaces are as efficient, quiet, and supportive of exceptional care as we had dreamed. We are now working through the Certificate of Need process with the state to make improvements in the NMC Emergency Department. We are also beginning work on our next Community Health Needs Assessment and our next strategic plan to guide NMC's continued path towards a healthier future.
This annual report is one opportunity for us to pause and reflect on those efforts over the past year. It is a chance to tell our big story through a set of small stories. Each article, each item, provides a different look at the tireless work of our team. You will see how each of our staff provides you and your family with a caring personal experience. You will see how our care managers and navigators help support you throughout your experience. You will meet the physicians and advanced practice providers who have joined our staff to expand access in line with community need.
You will see that this has been a challenging fiscal year for NMC and learn that NMC requested the lowest rate increase among all Vermont hospitals (while having had the lowest overall rate increase over the past 12 years). You will recognize the ease of access to outpatient services. You will see how we are investing in prevention and RiseVT to help the community embrace healthy lifestyles and reduce the cost of healthcare over the long term through prevention. This great work to provide the best care for our community does not come without stress to our organization as the state and national climate to provide healthcare is challenging longstanding traditions in how we provide care. We are taking a time out to reflect, listen, and catch our breath with our team. Amidst it all, you will find facts, figures, lists and photos that punctuate our story with pride.
We are proud of the NMC team and what they do, both in caring for our community and in taking a lead role in the transformation of the state's healthcare system. We hope you will join us in voicing appreciation for all they do, every day, on our shared community journey to develop an integrated system of care where your well-being is the key to a healthier future.
Leon Berthiaume
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our exceptional team in your words:
At NMC, we pride ourselves on exceptional care that begins as soon as you step onto our campus and continues beyond your discharge. It begins with welcoming volunteers and a patient access team that is friendly and quick to respond. The experience continues through every hallway, reaching our care teams in all clinical departments and any visit to any practice includes more individuals than you may ever see as top-notch care requires seamless support from an army of passionate NMC'ers. We couldn't say it any better than our patients -and below are comments we received through social media, through our patient surveys and through our public website. We feel the same -and take this opportunity to say thank you to the more than 850 people who make NMC the truly special place that it is.
Our staff aim to acknowledge every patient and visitor whenever and wherever they meet.
The staff here are phenomenal, friendly and go above and beyond for their patients while listening to them and showing care. Every single person I have had contact with here has made me feel comfortable and well-cared for.
We know that a hospital stay can cause anxiety, and we try to anticipate the needs of our patients and visitors.
The nurses did everything to make me comfortable, even asked a second time before leaving my room. They always brought chairs without having to ask, and asked my visitors if they needed anything. I was very impressed! Every one showed excellent care and concern, even the cleaning staff who entered my room quietly and asked if it was a good time. She was very friendly and asked if there was anything she could do for me.
We take great pride in our facilities and continuously work to improve, upgrade and enhance the healing environment at NMC.
They are brand new rooms. It is wonderful to be alone in the room.
It was like staying in a 5-star hotel. Wonderful menu.
NMC is fortunate to have healthcare providers who care deeply about their patients and who go above and beyond in their effort to heal with compassion and caring.
I can't praise or give thanks enough to all hospital staff I encountered on my stay. I hope they all know how wonderful they are.
They lost everything in a devastating fire. Their NMC pediatrician connected the family with a free share of CSA produce, which had an unexpected impact on their lives.
Fresh produce might not seem like life-changing material, but for Jami McDonald and her family some fruits and veggies led to large-scale change. In fact, the St. Albans resident credits access to a Community Supported Agriculture (CSA) share with improving her family's eating habits, health and wellness.
"It's life-changing," she said of the fresh produce she began receiving this past July. "It's been huge for us. " The access to a weekly bag bursting with fresh, local produce came at an incredibly opportune time for McDonald and her husband Wade.
In the spring, the couple lost their home in a fire that they were lucky to escape from with their lives. They woke up in the middle of the night to the sound of windows exploding.
Their fire alarms didn't go off because the fire started on the outside of the house and engulfed the structure before the couple and their two-month-old daughter knew what was happening.
McDonald grabbed her daughter Mila like a football and ran down the stairs just as the roof caved in. She and her shellshocked husband kicked the back door open to get outside. "Watching everything we ever worked for going up in flames," she said. Healthy Roots provided the free produce for pediatricians to give to patients -a pilot program that may expand for the future. The free produce couldn't have come at a better time for the McDonalds, helping make life easier for the family as they struggled to figure out how to move forward.
"We wouldn't have been able to afford to go to the grocery store and get the produce we needed," said Jami. She noted that produce can be the most expensive thing on a grocery list -and having easy access allowed her to lose her "baby weight" and feel healthy during a very stressful time. The share also spurred a change in her husband, who had high blood pressure. Jami said he always found vegetables to be disgusting, but he's now regularly eating salad for dinner and seeing improvements in his blood pressure. "I never once thought it would happen," she said of their salad dinners, jokingly asking him "Who ARE you?"
Simply put, the CSA made life easier. Each week, Jami picked up her share at the convenient downtown location of City Hall -any time between noon and 4 p.m. The pick-ups contained more than just fruits and veggies. They also included a cutting board, a knife, a recipe book, fresh herbs and free taste tests from the items in the week's bag. The samples, recipes and wide variety of produce led to experimentation and excitement. She said she made an amazing pasta salad with arugula … even after her first thought was "WHAT IS THAT? I can barely say it!"
Changing her family's eating habits was important to Jami as she thinks about setting the stage for her daughter. "She'll eat what we eat," she said, relishing the fact that she and Wade are now modeling such healthy eating habits. She is enthusiastic about the free CSA shares program and recommends others try enrolling their families. She's even interested in sponsoring another family to receive a free share -she'd love to give back to the program. "We'll do whatever we can to keep it going," she said. In the coming year, addiction treatment at NMC will become the sole focus of the Northwestern Comprehensive Pain clinic and that practice will soon be renamed to reflect that focus. In keeping with the evolution of best practices for the treatment with patients with chronic pain, NMC is working toward helping patients with chronic pain transition their care to their primary care providers -a change that follows a national trend of patient reintegration. In best practice, patients dealing with chronic pain receive integrated and coordinated care from their primary care providers, rather than in stand-alone clinics.
Treating Pain and Reducing Opioid Prescription
This evolution in what has been known as NMC's "Pain Clinic" also provides an opportunity for NMC to change approaches to opioid prescribing practices for patients with chronic pain. It also covered assessment of opioid misuse risk and how to manage opioid therapy including drug tapering using a patient-centered approach.
The training connects with a standard treatment protocol for our community, helping to create consistent coordinated care in every practice.
A multi-disciplinary team of specialists from our medical staff developed that standard treatment protocol based on Centers for Disease Control and Prevention (CDC) recommendations. 
Evolution for Advancement
This evolution in care reflects our commitment to exceptional care. NMC strives to keep pace with the latest advancements in the practice of medicine, and brings them to our community through collaborative development of new programs and protocols.
Chronic pain and addiction are two key community health issues, and this new approach allows for the best possible care in the most appropriate settings. Promising progress in the
RiseVT movement
Community Health Needs: Obesity Individuals are showing up! 86 RiseVT show-up events, many held in collaboration with community partners, drew over 2,000 attendees! In the participant survey, an inspiring 95% said RiseVT was making it easier for them to make healthy choices and the same number said they would be likely to participate in the activity again. Plus, 88 new individuals were health coached through RiseVT, with 95% meeting their monthly goals and 31% decreasing their risk factors! Schools are getting even more excited about wellness! 100% of our 21 local schools now have active wellness committees and three of the five supervisory unions improved their wellness policies. RiseVT was active in 50 classrooms and 92% of those classrooms achieved Silver or Gold designation on the evidence-based classroom scorecard. That means increased physical activity, healthier snacks, proper brain breaks, and other healthy facets for our kids! Municipalities are rocking with RiseVT. Twelve communities have formally engaged, with 92% of them increasing their recognition level on the evidence-based scorecard that looks at policies, infrastructure, and other ways a municipality can help its residents enjoy healthier lives.
Worksites are advancing their cultures: 53 local businesses are active with RiseVT and 27 of those achieved the national target of having 50% or more of their employees actively participate in their wellness programs! We are seeing more smoke-free campuses, more breastfeeding friendly businesses, and more attention given to the healthy and wellbeing of workers.
This emphasis on healthy lifestyles is particularly important for our future, as the measurement study conducted by RiseVT, the Vermont Department of Health at our local elementary schools showed that 42% of our 1st, 3rd, and 5th graders are either overweight or obese.
These advancements are so exciting. RiseVT is about amplifying, accelerating, and igniting healthy changes here in Franklin and Grand Isle counties. This work, done in partnership with the Vermont Department of Health and so many other community partners, has drawn state and national attention -and we are thrilled that OneCareVT and a statewide board are now scaling RiseVT up statewide while we maintain our focus here in our community. Together, we can achieve a healthier future for all Vermonters through prevention. investing for a healthier community
Many issues which impact community health go beyond the direct care NMC provides. As a not-for-profit hospital and as one of the largest employers in the region, we carry a responsibility (formal and informal) to help address these issues. We do so through our 'community benefit investments' (a term of the Internal Revenue Service -IRS) to help our community achieve a healthier future.
Lack of financial resources is a barrier to good health. To help, NMC provides free care for those who meet guidelines (income below 300 % of the poverty line). That amounted to more than $1 million of care in Fiscal Year 2018.
NMC believes that reducing the demand for costly medical treatments by preventing illness and chronic disease is a vital part of bending the cost curve in healthcare long term and improving the quality of life. Therefore, we make a significant strategic investment in prevention.
We are the major funder of the RiseVT movement which is helping our community embrace healthy lifestyles and creating an environment where healthy changes can be sustained.
NMC partners with Northwestern Counseling & Support Services to bring the "Healthy Hearts" health fair to the community each February, providing access to education, free screenings, referrals, and family fun for hundreds of attendees.
We are a significant funder for the Franklin Grand Isle Tobacco Coalition efforts, which has been instrumental in reducing the rates of tobacco use in our community.
We are also the backbone agency and major funder of the Healthy Roots Collaborative, the diversified agricultural effort in our local region which is helping fresh healthy local produce and foods into homes across our community. NMC's investment in these primary "For every dollar we spend on prevention we see a 5 to 1 return on investment in just 5 years. We simply can't fix our economy without it."
National Prevention Institute prevention programs and related work totals more than $600,000 in Fiscal Year 2018.
The National Prevention Institute says, "For every dollar we spend on prevention we see a 5 to 1 return on investment in just 5 years. We simply can't fix our economy without it. "
In addition, NMC provides flexible funding through our Care Management process to help patients address concerns relating to social determinants that interfere with their recovery and good health.
This year, our investments have assisted with temporary housing for homeless individuals, transportation for those needing rides to care, assistance with medications, access to rehabilitation, support for physical activity, and even things like air conditioners in cases of medical need.
On top of these identified efforts relating to community benefit, NMC provides over $100,000 a year in funding to key community partners working on priorities within the community health needs assessment, on social determinants such as housing, and on related efforts to improve the quality of life.
These agencies are able to have a positive impact in areas outside NMC's direct expertise but which directly impact the lives of our patients and our staff.
NMC is a significant funder of the While NMC is just one of a few local charities Ms. Bower has chosen to support, her generous provisioning will surely benefit the lives of many to come.
Businesses and Organizations
"What easier way to help so many people, than to support our beautiful hospital and all they do for us," she asks. "NMC offers so much to us in so many ways I'm hoping reading about making them a beneficiary in my Trust might spark a desire for others to do a similar thing. " 
Gifts from Our Community: Annual Donors
The following is a list of individuals and organizations who made philanthropic commitments to one of NMC's funds. These include the Jim Bashaw Cancer and Catastrophic Illness Fund, the Palliative Care Fund, the Martin H. Wennar, MD Health Education Scholarship Fund, the NMC Community Fund, the RiseVT Fund and the Smiles for Recovery Fund.
Please Note: This list reflects donations given during the 2018 Fiscal Year.
Development: Annual Investments
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Above is an example the kinds of quality data we review regularly. This data point focuses on the rate of patient readmissions to the hospital that occur within 30 days of a patient going home. We are working hard to ensure patients are well prepared to go home so that they can heal effectively and avoid coming back to the hospital. We monitor the number of readmissions we see, and also evaluate the patient ratings of the communication between our nurses and physicians to patients. Communication is a key factor in patient success and we have initiatives in place to make patient communication clear and timely.
NMC's Care Management team, led by Jane Suder, RN, said that NMC shines at providing creative, patient-specific solutions to help people overcome obstacles that they may face, like being able to afford their medications. "We work closely with patients to find out what they need and make sure they are set up for success as they return home," said Suder.
We are happy to see the readmission data demonstrate positive outcomes, but we don't rest on our laurels. We keep a close eye on this and many other data points to ensure we stay on track.
Measuring Outcomes: We do that here At NMC, we know that exceptional care is a blend of hands-on, compassionate connection and hard-wired, data-driven processes. Our Quality Improvement Committee helps shine the light on our performance through the use of dashboards that tell us how we're doing, follow trends over time, and measure our success at stated goals.
SINCE APRIL 2018
OUR RE-ADMISSIONS HAVE BEEN BELOW THE AMBITIOUS GOAL WE SET FOR OURSELVES, A PROMISING TREND.
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NMC always has a lot going on -both on our campus and out in the community. We also love to pause with our own staff for some fun at recognition banquets, golf tournaments and celebrations.
A look back on our year ... NMC Board President Leon Berthiaume announced the award on behalf of the board, and honored Lynn for his vision, his passion and his leadership on issues vital to our community, including healthcare.
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"One of his strongest commitments is health and wellness, " said Berthiaume, "both on a personal level and for our community.
Lynn was the sixth recipient of the NMC Community Service award, which was established by NMC's Board of Directors to recognize an individual or organization residing in Franklin or Grand Isle counties who exhibits enthusiasm, integrity, and perseverance beyond the ordinary to help fellow citizens and the community through selfless giving to improve the overall health of the community-be it money, talent, or time. ne pravi diskriminaciju po osnovu rase, boje kože, nacionalnog porijekla, godina starosti, invaliditeta ili pola. [Name of covered entity] ne isključuje ljudi niti ih tretira drugačije zbog njihove rase, boje kože, nacionalnog porijekla, godina starosti, invaliditeta ili pola.
NMC's Board of Directors
[Name of covered entity]:
• Pruža besplatnu pomoć i usluge osobama sa invaliditetom kako bi komunicirali efikasno s nama, poput:
○ kvalifikovanih tumača za znakovni jezik ○ pisanih informacija u drugim formatima (veća slova štampanih materijala, audio format, dostupni elektronski i drugi formati)
• Pruža besplatne jezičke usluge osobama čiji maternji jezik nije engleski, poput: ne pravi diskriminaciju po osnovu rase, boje kože, nacionalnog porijekla, godina starosti, invaliditeta ili pola. [Name of covered entity] ne isključuje ljudi niti ih tretira drugačije zbog njihove rase, boje kože, nacionalnog porijekla, godina starosti, invaliditeta ili pola.
• Pruža besplatne jezičke usluge osobama čiji maternji jezik nije engleski, poput:
○ kvalifikovanih jezičkih tumača ○ informacija napisanih na drugim jezicima 
